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MANAGEMENT EVALUATION DIRECTORY

Los Angeles Office Sacramento Office CalFresh Upper Management

Diana Reyes, ME Lead

Office: (213) 239-9280

Cell:  (213) 670-5810

Email: Diana.Reyes@dss.ca.gov
Team Member Since: 2016

Ranjini Singh, ME Lead

Office: (916) 657-2630

Cell:  (916) 690-3096

Email: Ranjini.Singh@dss.ca.gov
Team Member Since: 2011

Yazmin Saenz, Manager
Office: (213) 239-9263

Cell:  (213) 435-2488

Email: Yazmin.Saenz@dss.ca.gov
Team Member Since: 2015

Joann Chienh, ME Lead

Office: (213) 239-9268

Cell:  (213) 222-3859

Email: Joann.Chienh@dss.ca.gov
Team Member Since: 2017

Tracy Trinh, ME Lead

Office: (916) 651-1380

Cell:  (916) 767-2158

Email: Tracy.Trinh@dss.ca.gov
Team Member Since: 2016

Frank Verduzco, Technical

Assistance & Evaluations Chief
Office: (213) 833-2252

Cell:  (213) 500-7024

Email: Francisco.Verduzco@dss.ca.gov
Team Member Since: 2009

Marytza Silva, ME Lead

Office: (213) 239-9279

Cell:  (213) 435-4557

Email: Marytza.Silva@dss.ca.gov
Team Member Since: 2017

Ruben Guerra, ME Lead

Office: (213) 239-9267

Cell:  (213) 222-5356

Email: Ruben.Guerra@dss.ca.gov
Team Member Since: 2017

Wesene Fesseha, ME Lead

Office: (213) 239-9269

Cell:  (213) 626-9655

Email: Wesene.Fesseha@dss.ca.gov
Team Member Since: 2016

Fresno Office

Lisa Chang, ME Lead

Office: (559) 445-6084

Cell: ~ (559) 538-4529

Email: Lisa.Chang@dss.ca.gov
Team Member Since: 2017

Tami Gutierrez, CalFresh
Operations Bureau Chief
Office: (916) 653-5420

Email: Tami.Gutierrez@dss.ca.gov
Team Member Since: 2015

Yia Moua, ME Lead

Office: (559) 445-4028

Cell: ~ (559) 538-4695
Email: Yia.Moua@dss.ca.gov
Team Member Since: 2017

cal’éf@b

BETTER FOOD FOR BETTER LIVING
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MANAGEMENT EVALUATION GUIDE

Program Access Components

- Lobby Observation - Recertification Process
- Reception Staff - Call Center

- Screening - Website Review

- Intake Interviews - ME Follow Up

cal'éf@b

Back to Agenda
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LOBBY OBSERVATION

Back to Agenda
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LOBBY OBSERVATION

Your documents will be date stamped
with foday's date. The documents
will be ready to view in 24 hours.

cal¢? fresh
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LOBBY OBSERVATION

Application Readily Accessible

CDSS will observe the lobby for applications
that are available to the public, without the
public having to ask for one. The HH should be
free to access an application without interacting
with a CWD employee.

Requlation: MPP 63-300.34

- Application shall be readily accessible and provided to
anyone who requests the form. ’

cal'éf@b
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LOBBY OBSERVATION

ES Verbal Informing

CDSS will observe the CWD front end application process to ensure that
HHs are informed about expedited service when they inquire about
CalFresh.

Requlation: MPP 63-301.521

- A CWD employee or volunteer shall inform potential applicants orally of the right to
expedited service and how to initiate the process.

- The CWD shall advise HHs who inquire about the CalFresh program by telephone of
expedited service.

Note: The CWD shall assist an applicant, upon request, in filling out forms and completing the Ca|féf[@§,b
application process.

Back to Agenda



LOBBY OBSERVATION
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Expedited Services (CF ES)
Greeter’s Script

“Did you know that the County of Santa Clara has
Expedited Services (ES) available for CalFresh
applications?”

v “All applications will be screened to determine if
yvou are eligible for CalFresh ES benefits.™

v “Y¥Your Eligibility Worker (EW) will provide further
details to you.”™

v’ “If you need assistance in filling out forms and

completing the application process, please let us
know right away.”

Nofe: The Couwunty of Samntfa Clara will also advise individwuals wifro inguire abowt
the CalFresh program by tefephone of the ES processing standards for eligible
Mrousaelrolds.
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LOBBY OBSERVATION

ES Verbal Informing

Verbal Informing of ES (FFY 2018) Federal Fiscal Year 2018

* 48% of counties are verbally
iInforming applicants about ES

= ES Verbally « 52% of counties are not
Informed verbally informing applicants
ES Not Verbally
of ES
Informed

Note: Ranked as number 5, from Top 7
ME Findings.

cal'éf@b
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LOBBY OBSERVATION

Methods to Apply

CDSS will observe the CWD to ensure that HHs are being advised of the
methods to apply. This can be completed by posting the Methods to Apply
poster that CDSS has shared with counties.

Requlation: MPP 63-300.3

- Each HH shall be advised of their right to file an application, either paper or electronic,
on the same day they contact the CWD office.

- HHs must file an application either in person, by mail, fax, through an electronic
transmission, or through an online electronic application.

cal'éf@b




LOBBY OBSERVATION

Ways to Apply!

QD Mes-Cat &(Egl _‘ fresh CalWORKs § &

Online Mail In Person Phone
g ‘. .!

-7

www.cdyourself.com

Drop Box

Main Office
: 123 CalFresh Street
Social Service, CA 98765

: Across Town Office
: 321 CalFresh Street
Social Service, CA 98765

A ——

l
»
-~
............................

: Downtown Office
: 1234 CalFresh Street
: Social Service, CA 98765

Customer Service Call Center

1-800-321-4567

-~
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Start the apolication
arocess from
anywhere using a
SECUre intermet
location.

Siigm in using your
existing account or sign
up for B Reew BCCOURT
and submit an online
application for
CalFresh, CalWOREs,
or Healkh Carz

bemefits.

You can pick up an
spplication at any ore
of our offces.
Compdeted
applications can be
turned into &
recepbionist or pliced
in drogp bow during
business hours. If the
office is closed, drop
the application in the
exterior drop box at
the building entrance.

13573 Ancerzon Ranch

Farkway
Lowar Lake, 33457

&  Call our Customear = Fan your completed

mnd signed CalFresh
application to 707-

Semvice Certer at 1-

800-628-5288 to

Ways to Apply for CalFresh
 Online
 |In Person
 Phone
* Mail/Fax

<@

E] e S
process from
anywhere using a
SEeCUre internnet

¥ poii g ol have il of tha Afermation i aeimplebs The
apeleation, st comphite shil you canl You misy leave
an o plebe apeliaten with jul vour ams, addres
and i igaatuce. A ERgillity Werker cas adlst yed n
finishing the applcson

You have a it 1o recsive @ paper copy of applicatien
Infuimation pou wbmdl deteonimby, Sak gour workern il

i il e @ g oy of your asplcation,

For CelFresh, it can take up to 30 dEys to process your spp
days if you meet certain criteria. Your appication will be re|
3 calendar days. i you think you may meet the criteria to hj

Eliginility ‘Warker. If an Eligibility Worker revwiews your 20

processing, you may ask for & mestng with 8N EETOOTy SO eSO I TR TS R TSTOT

location.

- Sign im using your
existing account or sign
up for a mew account
and submit am online
application for
CalFresh, Cal'\WOREs,
or Health Care
benefits.

Ol Can ol up an
application at any ons
of our offices.

Completed
applications can be
turmed in to a
receptonist or placed
im dirop box during
business hours. If the
office is closed, drop
the applicaton inm the
exterior drop box at
the building entrance.

15575 Anderson Ranch

FParkweay
Lowwer Lake, 35457

Service Centsr at 1-
800-628-5F8E8 to

request an applicaton
by mail or find an
office near youw._

ax your complet
and signed CalFresh
application to F07-
9954204,

Send completed amd
signed applications by
midil to:
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LOBBY OBSERVATION

Minimum Information to Accept an Application

CDSS will observe what method the CWDs utilizes to advise HHs of the
minimum information needed to submit a CalFresh application.
Particularly, HHs that enter the CWD office but can’t stay to complete the
process. This information is included in the Methods to Apply poster
shared by the CDSS.

Requlation: MPP 63-300.32

- The HH shall be advised that it may file an incomplete application form as long as the
form contains the applicant’s name, address and is signature.

- The application may be signed by the Responsible HH member or the Authorized calffrosh
Representative. € iresn
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® Startthe

If you do not have all of the information to complete the

application, just complete what you can! You may leave

an incomplete application with just your name, address

srocez |8 and signature, An Eligibility Worker can assist you in

anywhemn:

secure int finishing the application.

ocation.

® i in us

=sstrz2|  You have a right to receive a paper copy of application

up for a m

ze=eml - information you submit electronically. Ask your worker if

applicatia
CalFresh,

ar Hen you would like a paper copy of your application.

nemefits.

You have a right to file an application on the date you
contact the County. The date your application is received
can impact when you start receiving benefits for Health
Care Programs and how much benefits you receive for
CalFresh and CalWORKs.

Not sure which application to complete? Ask the
receptionist.

13573 Ande=rzon Ramch

Parkway
Losaner Lake, 33457

F.0O. Boa S0
Lower Lake, CA 53437

¥ poii de ol have all of e Infeimation b= cemslels the
apeleation, jsl comphste shal pou canl You my leave
an iosmplets apelicaticn with il vour seme, adkdres
and s aalure. Aa ERglslity Werhed Gam asdsl pei in
firishing the applcton

Fou have @ thifht 1o recsive @ pacer copy of applicatien
Infoimation pou sobimil dletroniuly, Bab pour woibe i
i il e @ g copy of your applcation,

@

Yeou Bave a right to file an apolication om the date pou
contact the Cousty. The dets your apelication b neoskeed
can impact when pou st neoskdng benefits for Health
Care Programs and Bow muech benefits you reoskes for
Calbresh ardd CalWUFKs.

Mot sure which apelica®ion 1o complets? Ash the
reoppbonil.

For CalFresh, it can take up to 30 deys to process your application. You may be able to met benefits within 3 calendar

days if you meet certain criteria. Your appication will be reviewed to see if it meets the critera to be processed within

3 calendar days. if you think you may meet the crivera to have your application proosssed within 3 days, please ask an

Eliginility Waorker. If an Eligibility Worker rewiews your applicastion and determines you are not entitled to expedited
processing, you may ask for & meeting with an Eigibility Supenvisor to review this dedsion

Minimum Requirements to
Submit an Application:

* Name

» Address

« Sighature
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LOBBY OBSERVATION

Confidentiality Maintained

CDSS will listen during any applicant and
CWD contact to ensure the applicants
confidential information is adequately
safeguard. Attimes, CDSS will sit in the
public chairs/waiting areas in lobbies to gauge
the level of confidentiality.

Requlation: MPP 19-002.1

- Names, addresses and all other information
concerning the circumstances of any individual for
whom or about whom information is obtained is
confidential and shall be safeguarded.

cal?éft@ﬁb

- This is true of all information whether written or oral.

Back to Agenda



LOBBY OBSERVATION

Confidentiality Maintained

COUNTY OF VENTURA HUMAN SERVICES AGENCY

Confidential Information Request

In order to assist you and protect your personal information, please provide us with the
following information in writing, so that others will not overhear it.

We will destroy this formm affer assisting you.
(IFf you prefer to have the form back, please let us know and we will gladly return it fo you)

* Note: If yvou do not have a zocial security number, please complete this form with your child™s information.

“Name Date of Birth

SSH Gender M F

[{Social Security #) {Circle one)

Case Name Case Number

26-00-619 (04/13)
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LOBBY OBSERVATION

Smart Phone

Confidentiality Maintained

Whiteboard

911654987

Calculator

”

894713269

.
i
B

E3080800
)

b

0aaean

— -5

Slalel [ 1T

i

8/10/2018

cal¢? fresh
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LOBBY OBSERVATION

Confidentiality Maintained

Federal Fiscal Year 2018

« 11% of the counties are
maintaining confidentiality

 89% of the other counties are
NOT maintaining confidentiality

Note: Confidentiality is the number 1
finding for ME reviews FFY 2018.

Confidentiality (FFY 2018)

OConfidentiality
Maintained

B Confidentiality
Not Maintained
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LOBBY OBSERVATION

List of Emergency Food Providers

CDSS will request a list of emergency 1_"{‘

food providers from lobby greeter,
reception, and/or window personnel.

Requlation: MPP 63-201.42

- CWDs shall make available, upon request, a
list of emergency food providers in the area
served by each local office

calf fresh

Note: Counties that are contracted with 211, meet
this criteria.

Back to Agenda
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LOBBY OBSERVATION

Information of Local Legal Services

CDSS will request a list of legal services “EQUAL iv 64
from lobby greeter, reception, and/or * .
window personnel.

Requlation: MPP 63-201.43

- CWDs shall make available, upon request, non-
promotional information containing the addresses
and phone numbers of local legal services.

cal?éf@b

Back to Agenda
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LOBBY OBSERVATION

Bilingual Staffing, Certification and Program
Information

CDSS will ensure counties utilize interpreters or the language line when
the situation arises.

Requlation: MPP 63-202.21

- Bilingual staffing, certification, and program informational material shall be provided.

cal¢? fresh




LOBBY OBSERVATION

Hello, my name is

| speak limited English. | need competent language
assistance in Spanish to have full and effective access
to your programs.

Under Title VI of the 1964 Civil Rights Act, public
agencies are obligated to provide competent language
assistance to limited-English-proficient individuals.
Social and health service agencies may call HHS
Office for Civil Rights at 1-800-368-1019 for more
information. Food Stamp and WIC agencies may

call USDA Office of Civil Rights at 1-888-271-5983.

All other agencies may call U.S. Department of Justice,
Civil Rights Division, at 1-888-848-5306.

English

Hola, mi nombre es

Hablo muy poco inglés. Necesito ayuda en espafiol para poder
tener acceso completo y efectivo a sus programas.

Bajo el Titulo VI del Decreto de Derechos Civiles de 1964, las
oficinas publicas estdn obligadas a proporcionar ayuda
competente, en su propio idioma, a las personas con
limitaciones en el inglés. Para mas informacion, las oficinas de
servicios sociales y de salud pueden llamar a la Oficina de
Derechos Civiles del Departamento de Salud y Servicios
Humanos (HHS) al 1-800-368-1019. Las oficinas de
estampillas para comida y del Programa de WNutricidon
Suplemental Especial para Mujeres, Bebés y Ninos (WIC)
pueden llamar a la Oficina de Derechos Civiles del
Departamento de Agricultura de los Estados Unidos (USDA) al
1-888-271-5983. Todas las otras oficinas pueden llamar a la
Divisidn de Derechos Civiles del Departamento de Justicia de
los Estados Unidos al 1-888-848-5306.

Spanish

W - ERHA TR ¢

S A BRATIEET o P G AR S SRR s )
K PUEZRAES & 2/ A R o AT AYET 25 o

TR 1964 £ RAEE TS IR S - AR IR ISR
BRSNS S B Aa R AR R -
ok i R s AR T A% EE 1-800-368-1019 {#
WA (HHS) R AT A H 45
Ao M ETSH AR 40 0 B 0 WE (WIC) (UHEH
HET] LB S 1-888-271-5983 45 5[5 L 24703
(USDA) EMEMTRAT o BT H Ll AR ny DLEE
1-888-848-5306 #3205 [ S AT EAEE o

Chinese

3npaecteyiiTe, MOE UMS

9l nnoxo rosopto No aHrnuicku. ing nonHoro v addekTMeHoro
JI0CTyNa K BaLMM MporpaMmam MHe HyXHa MoMOLLb
pyCCKOroBopsiLiero paboTHuka.

CornacHo Paspeny VI Akta Npas Yenoseka ot 1964 roga,
oblecTBeHHbIe areHTCTBa 06513aHbl NPENOCTABUTb NOMOLLb 1S UL
C OrpaHnyeHHbIM 3HAHWEM aHTIMIACKOTO A3blka. 3a A0NONHUTENLHOI
UHGopMaLMedt areHTCTBa CoLManbHbIX YCAYT 1 3ApaBOOXPAHEHNS
MoryT 380HMTb B OTen no lNpasam Yenoseka Lenapramenta
3npasooxpaqenns 1 M'ymanutapHbix Yenyr: 1-800-368-1019.
AreHTcTBa NpOrpaMMbl TaIOHOB Ha NUTAHME W NPOrpamMMbl ANA
XeHumH, mnageHues u getei (WIC) moryt 3soHuTs B Otaen no
lNpasam Yenosexa MunnctepcTea Cenbckoro Xoaaiictea CLLUA
(USDA): 1-888-271-5983. Bce apyrve areHTCTBA MOIYT 3BOHUTD B

Otaen no Mpasam Yenoseka Munctepctea OcTuumn: 1-888-848-5306.

Russian

Xin chao O/Ba, Anh/Chi, toi tén la

Kha nang néi tiéng Anh cla t6i co6 gidi han. Téi can ngucﬂ
thong thao vé sinh ngu giup toi bang tiéng Viét dé t6i co thé
sUr dung tron ven va hu hiéu cac chuong trinh cla quy vi.

Theo Chuong VI chia Dao Luét vé Dan Quyén nam 1964,
cac cong sG bat budc phai cung cép su giup da thong thao
vé ngdn ngi cho nhing ca nhan kém thanh thao vé Anh ngit.
Céc cd quan vé dich vu xa héi va y t& cé thé goi dién thoai
cho B6 Y Té& va Nhan Su Vu (HHS) phong Dan Ouyen dsb
1-800-368-1019 dé biét thém tin tic. Céac co quan vé Trg
Cap Phiéu Thuc Pham va Chuong trinh thuc pham va dinh
dudng bé xung dac biét danh cho phu n, tré so sinh va tré
em (WIC) cé thé gcn cho B6 Néng Ngh|ep Hoa Ky (USDA)
phong Dén Ouyen & s6 1-888-271-5983. T4t ca cac co
quan khac cé thé goi cho Bé Tu Phap Hoa Ky, phéng Dan
Quyén, & s6 1-888-848-5306.

Viethamese

o ¢ Lis ya

‘_gjﬂsumd.aomhm_\)l} ajj_-mq_)_\l;_:‘ylu_lk;\sj_nul
_‘,S;_Alﬂljbjjdals (REV \;}Hgﬁg_ﬂ\dﬂ

Slngl i 1964 alad Al (5saal) (56 A8 ) ) sl Can sa

Gl pala I 5 et d e Balll d8aclie 1 5 de jle e S
i) (S o slaall o Gl A a1 AL 50 B e
a3 iad) (i L il JeaiV) daanal) o doe LdaY) claasl)
A0 e (HHS) sasiall Gl 5l AdlidV) 5 daall Gileaadls ) 55
il g alaball ad gl Gl ey 1 -800-368-1019
Gl e Ll Jal) (WIC) Jilad) 5 a5 Sl
A e (USDA) saaiall Q¥ sllhdel 5500 5 )1 5 5 dadl

iy Jua 1 5 AY) i) aveal (Say 1 — 888 — 271 — 5983
A e saanall LY U Jaadl 5 ) ) 0 diadl (3 sl

1 - 888 — 848 — 5306

Arabic
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LOBBY OBSERVATION

Public/HH/Customer Feedback

Public/Household/Customer Interviews

Why did you come into the office
today?

Were you provided/informed of all
Methods to Apply?

Were you informed of Expedited
Services?

Were you provided with the option
of a Telephone Interview?

- 4
How long was your wait time? e /_fre§h

Back to Agenda
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LOBBY OBSERVATION

Public/HH/Customer Feedback

L"“’ "

To help us serve you better,
Please complete the Customer Satisfaction Survey below

Tell Us...

How was «JJHU IJ-

your visit  [RSSTRISILD]
today?  JERHOYZS

1. Purpose of your visltfcontact:
[ application  [JRenewal [JProvide Documents

Dear Customer, Clmformation [ Appeals [ Other
. . . 2. isit: Location:
The County of San Diego is committed to provide every ong of | Da'.e of Visit -
our customers with a positive experience and we would like to i 3. Which of the following best describes you?
i O Rkecent Applicant ] Family Member or Authorized Reprasentative

hear your thoughts. Your input will help us provide exceptional !
service and your responses will be kept strictly confidential, if !
requested. Thank you for your participation.

O current Customer/Recipient ] Provider, advocate
4. Did you receive courteous service? [CYes [JNo

Please ! 5. Were you satisfied with the information you recelved? OYes [JNo
Take Our § - : 45 the staff h d you?
One Minute B & : {2 Please fold and seal the survey at the perforated line, and place :' x::[':i’; :E 4o we'::le;son Wi SErvEd you
Customer Eﬂﬂ!E' = ] i ina drop box at a Family Resource Center or a US Mailbox. ;
Satisfaction WSatisfacciondel B Thank you. ’
Survey ;
. | 8. What eould we have done better?
Did you know? ;
You can do these things without coming into a Family Resource Center: . _
*  Apply for Benafits Please use the rescurces below to access 9. Dvarall are you satisfied with the service you received?
* Checkonyous Banait Amauns DUT services: ¢ [ 1-Strongly Disagree [ 2-Disagree [ 3-Agree [ 4-Strongly Agree
*  Report Change: Iy Benefits CaRw i Access Coll Center {10, Ifyou wiould like & response to any of your comiments, please PRINT your
#  Submit Verificstions and Regorts 1.BEG262-9581 . full name, address and phone number below (optional):
*  Ordar an Electronke Benefit Card E Frsk N Last Mame
{EET) Calvm aabiie App s neat i )
o — County of San B : % -
+  Submit Aenewal Documents s sanssegocounteagey | [das Tty Zip Coda Ca| / ﬂr‘ebh
!Fﬂh;u&r',a_ CA 93185 . e ez e
1 | Daylime Telephone Mumbes Ernai Address:

il??ﬂﬂil = EiE
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APPLICATION PROCESSING

County Prescreening Form

CDSS will observe whether counties are prescreening applicants before
completing an application for benefits.

Requlation: MPP 63-300.21

- Applicants shall not be required to complete any CWD developed prescreening form.

cal¢? fresh
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APPLICATION PROCESSING

Offering Telephone Interviews

CDSS will observe if all applicants are offered a telephone interview
appointment.

Requlation: ACL 12-26

- CWDs will routinely conduct telephone interviews in lieu of face-to-face interviews at
application and recertification for all CalFresh HHSs.

cal'éf@b
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APPLICATION PROCESSING

Incomplete Applications Accepted

BN - HESLTH AN LM 5 P D5 ISHCT M FUHNA DERARTMENT OF S0CM. SWGES

Flsass Uusa biack o biua H:\nmuu " IS DESy 1o RS AN COPISS Dot PRGSO DRINT your answars.

H you noed moss Ssacs 10 answar @ questio n; Jﬂnﬂgﬂﬂ] J.udhun.l Writined Space” section and aTach oodtional shacts of
papar H nﬁadndmnrwlchihalrl rm.roﬂ o [Ba3 S by bbeant iy whilch guesSon yow arm weiting aboue b (o coim spaca
or on the addiional shoots of papor.

1. APPLICANT S INFORMATION

CDSS will observe whether counties ==John Doe Smith [~ [

3 Street Ave. — Angels|CAB8765

are accepting incomplete applications.

CONTACT AUTHORIZATION

Fleass gva e county Tha bast contact information 1o reach you This sill falp in procsssing your application. By providing pour contact

An applicant’s name, address, and S e e R B S B R R

signature is the minimum information i i —

an aaoness 1o usa 10 acoapt your 2 caton d gt ncticas o the courty about your Glsa,

needed to submit an application for TITBERPSIENEE

Tha County will provicks: 2 INSTRFeEar 2l RO 0os 10 ¥Ou. 1 you ar deat or hard of Rearng pleass chaok hang

1 D = - " IPLEAKE CHBCR. CHE
Dz oo hrwes @ clissa iRy and nassd hislp with apolying? Vom Yo
. Hra you Inforesticd Inappiying for Madl Caf7 H you anssor yes the County will uss. your answars 1o vou W
find curt  you can gat Med-Cal

I wour houss hobds monthly gross. inocoms ess: o $050 and cash on hand, or in cheackdng amd

SIAINGS DOCOUS b8 $1 00 o kess? Wos o
. 15 WOUT M0LUES NokS'S CONTENGd MONinly QRss: NCOMmE and G3Sh on hand or N cRecking and Savngs aocnmes

R | . MPP : ! =l e the e ned cost of renbimorigags end uilies? Yes [ Mo

eq u a, Ion . = . Iz wour houesshobd & migrantiso ssonal tam wonkor houso hoid with Buid resourcss nol aeoosding
§700 and other your Incoms siooped o you will not gol mors: than £25 In tha nad 1 l:cz:,-'"' os L=

1 undarsiand thal by signing his appiication undar pamiy of perjury (making tse siaiomenis], Hat
= | raad, or had read o me, the imlormation inihis apolicaion and My arswens o he questions in this appol E@EEW

- The HH shall also be advised that it may file I T T T

« | Fsact o P esact 1 T | ek 2N gy 10 i Fghts and Fasponstillis (Frogem Fues Pags X -SOSSFEED  m

an incomplete application form as long as the e e .
= | undensiand thal giving faisa or misiading sisomanis of misrspresaeniing, hidng or wifsholding Tacis io asiabish elighbily F o
CalFrash Is faud. Fresd can ciuss a oriminal case io be Siad agains me andéor | may be bamed for a perod of Sma (o Ba) i
geting CalFrosh banalix

form contains the applicant’s name, address B . C! frosh

1ha a PR Laccmrr\n1m9'\(h o= iqla-c:!yhdiﬂl:m

00 11 M W AL TS0 i P W AT LA o

and is signed by a responsible member of the _lor Lhe Sk |
HH or an AR. ——r
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APPLICATION PROCESSING

Duplicative Documents

CDSS will ensure households are not required to provide duplicative
iInformation to the CWD.

Requlation: 7 CFR 273.2(a)(1)

- The State agency cannot, as a condition of eligibility, impose additional application or
application processing requirements.

cal¢? fresh
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APPLICATION PROCESSING

All Applications Screened for ES

CDSS will ensure all households applying are screened for ES.
Requlation: ACL 12-74

- Effective January 1, 2013, the Welfare and Institutions Code Section 18914 requires the
screening of ALL CalFresh applications to determine if applicants meet the criteria for
ES.

Note: ME reviews for 3-days and QC reviews for 7 days. cal fresh
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APPLICATION PROCESSING

Scenario 1- No Phone Number

An application was submitted on April 9t, with only name,
address, signature. CWD does not have a phone number to
contact the HH. However, on the application it was determined
that the HH may be ES eligible.

When should the interview appointment be scheduled?

Is your household’s monthly gross income less than $150 and cash on hand, or in checking and
savings accounts is $100 or less? 1!( fes No

Is your household’s combined monthly gross income and cash on hand or in checking and savings accounts

5 less than the combined cost of rent/mortgage and utilities? 1!( Yes No cal'/_fre§h

Is your household a migrant/seasonal farm worker household with liquid resources not exceeding
$100 and either your income stopped or you will not get more than $25 in the next 10 days? fes v No




APPLICATION PROCESSING

Scenario 1- No Phone Number

Application date is April 9t (day
Z€ero).

CWD will schedule and mall an
appointment letter, to the HH
for a 3-day appointment.

- Scheduled Interview Date, no
later than: 4/12

APRIL

2018

Mlan

Wed

b

15

3

5

0

17

22

23

24

26

29

30
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APPLICATION PROCESSING

Scenario 2- Phone Number w/ no answer

An application was submitted on May 15", with only name,
address, signature, and telephone number. On the application it
was determined that the HH may be ES eligible CWD was only
able to reach the voicemail of the applicant.

When should the appointment be scheduled? What process
should be taken to properly meet ES?

cal¢? fresh

Back to Agenda



APPLICATION PROCESSING

Scenario 2- Phone Number w/ no answer

Application date is May 15" (day
Zero).

CWD will schedule an appointment
within 3-days, to meet ES
timeframe.

- Scheduled Interview Date, no
later than: 5/18

Note: At intake an appointment letter is not required, if a
voice message is left with a scheduled appointment, date,
time, and thorough case narration.

Reference for approved voice message scripts.

MAY 201

Sun

Mon

Tue

Wed

Thu

Fri

Sat

1

2

3

13

14

20

21

8

9

10

11

; - '
23 24

12

19

26

27

28

29

30

31
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http://www.cdss.ca.gov/lettersnotices/entres/getinfo/acl/2016/16-14.pdf
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APPLICATION PROCESSING

Acceptable Script when there is no answer

“Hello, my name is Anna Smith. This call is for Pat Jones. | am
calling in regards to your recent application submitted on March 24.
You have been scheduled for an interview on March 25 at 9:00 am at
the following address/location. Please make sure that you bring proof
of identity.”

“If you cannot make the scheduled appointment time, please call
back at your earliest convenience at (999) 999-9999 to reschedule
your interview appointment. Thank you.”

cal?éf@b
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APPLICATION PROCESSING

Acceptable Script when someone else
answers the phone

“Hello, my name is Anna Smith. This call is for Pat Jones. | am calling in
regards to his/her recent application that was submitted on March 24.
He/She has been scheduled for an interview on March 25 at 9:00 am at the
fgIIO\l{yljng address/location. Please make sure he/she brings proof of
identity.

“If he/she cannot make the scheduled appointment time, please have them
call back at their earliest convenience at (999) 999-9999 to reschedule
their interview appointment. Thank you.”

Note: If CWDs prefer not to use these scripts, CWDs must have their scripts approved by

CDSS prior to using them to ensure applicant confidentiality is preserved. cal? fresh
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APPLICATION PROCESSING

Application Processing Calculator

!APPLIEATIDH PROCESSIMNG CALCULATOR = ID'EI

IT“ESda-'f' . E 19.208 ll GetSDDayDue@DGet45DayDueDatE Get Expedited Due

Sunday Monday Tuesday Wednesday Thursday Friday Saturday

I et 90 Day Due D ate

[EB APPLICATION PROCESSING CALCULATOR =]
I Tuesday . June 13,2018 j Get 30 Day Due Date | Get 45 Day Due Date Get Expedited Due Get 90 Day Due Date
sunday Monday Tuesday Wednesday Thursday Friday saturday
App Date 06420 06/21 06/22 Cal?&fr§§,b

Back to Agenda
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APPLICATION PROCESSING

Household provided the CF 285 (NA)

CDSS will observe to ensure that the CF 285
Application For CalFresh Benefits are readily
avalilable in all local offices.

Requlation: ACL 15-84

ap‘g‘ g‘lh:(
o

piya
ow do? 3087 n\.,u.,map
Wi \mur g 1009

s & P
\JSE it 1

CWDs are encouraged to use the CF 285 form for all
CalFresh only households. CWDs are encouraged to have
the CF 285 available in all local offices.

Pules P
-

4 your 1RSpan=

e o fore G?d“’m

i it 18 5 yout 301
1\;“ 0 dozi e '-'-‘“"ra
'3’. re o ¥2 pedtE >s\\'\$3 i
mes

old
\(~ur h' uze
o in €hET °

can @
o e

ety

Note: The SAWS 1 and SAWS 2 Plus are acceptable.
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APPLICATION PROCESSING

Date of Application Maintained

CDSS will ensure counties are preserving the date of aid for anyone
applying for benefits.

Requlation: MPP 63-300.33

- The CWD shall document the date the application was filed by recording on the
application the date it was received by the CWD office.

cal'éf@b




APPLICATION PROCESSING

Single Signature

CDSS will ensure that CalFresh only
households are only required to sign
one application for benefits.

Requlation: ACL 15-84

- CWDs will accept the SAWSL1 as a single
signature application to begin the
application process and set the beginning
date of aid at intake.

The applicant

completes the:

‘1‘4

—

The EW should only ask for
clarifying information from
the applicant

¥ S5AWS 2 Plus

(OR)
¥ CF 285

The applicant

completes the:

The EW should accept the
S5AWS T as a single

signature application-

This will begin the
application process and sek

the beginning date of aid
(EDOA) at intake-

%

BECAUSE...

The applicant does not need to sign
the Statement of Facts (SOF)-

The CF 285 requires only one

signature for the entire application-

Information required on the S50F should be

com_pf ted Jur'mg the interactive interview
process: (Do not send the CF 285 or
5-‘9‘.(1'5 2 Plus requiring another signature!)

Upon completion of the interactive
interview, the EW should pn?w'd's a copy of
the application to the applicant and give
them the opportunity to review the
infarmation and maintain for their records-
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APPLICATION PROCESSING

Appointment Provided

CDSS will ensure that counties are scheduling intake interview
appointments timely.

Requlation: MPP 63-300.46

- The CWD shall schedule all interviews as promptly as possible to ensure eligible HHs
receive an opportunity to participate within 30 days after the application was filed.

cal'éf@b
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APPLICATION PROCESSING

Online Application Process

CDSS WIII assess Cou nty WebSiteS tO - ..CDS:-;ManagementEvaluaGuidé:Dnline.A;pIicc;tions
ensure the online process promotes T ———

» What ls e scTeening process?

+ Scrpts avallabla?

program access and enables timely e
processing of benefits for eligible e

Same day Interview offered™
Proesss for HH that cannot be reached

applications. e

= Leave a message with appointment
datefiime?

Yes | Ho |NI& | Comments

= Genarate appolntment keter?

= Emall cllent?

= Omer

Apgolniment Scheduled — How many ¢ays out?

How is ES documented In the case?

Whiat Is malled out to the customer after the
apoointment Is schedwi=a? (Infomational Packet,
ate )

= Who sands?
ES Timeliness Met?

= Supenvisors send out emall dally to workers
=  WoeKkars check thelr own list gally

Management Evaluation-Documentimaging Checkllst [Revised 6/2013)
T 013,

calf fresh

Back to Agenda
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APPLICATION PROCESSING

- CDSS Management Evaluation Guide: Online Applica;::er:ls On | | ne Ap p I | c at| on Webs | '[e

Office/Site: Reviewed by:

Yes | No | N/A | Comments

ONLIME APPLICATION WEBSITE CDSS Wi” assess the

Online portal options:

+ropy onine county’s online website portal

*  Submit SAR T

*  Submit Renewal Options .

+  Submit Verifications

Yes | No | N/A | Comments

APPLICATION REGISTRATION CENTRALIZED

+__|fyes |ocation?

Comments

ONLINE APPLICATION WEBSITE

Online portal options:

Apply Online
Submit SAR 7

Submit Renewal

Submit Verifications

calf fresh

Management Evaluation-Document/imaging Checklist (Revised 6/2018)

Back to Agenda



APPLICATION PROCESSING

CDSS will ensure the date of aid is preserved and application is processed
timely.

Comments

APPLICATION REGISTRATION CENTRALIZED

¢ [fyes, location?

+ [|fno, each office has their own application
registration unit (What is the process?)

Who is assigned to application registration?

Cut-off time for applications

¢ Start time

 Endtime
Checked throughout the day?

Applications date of aid being preserved?

Applications uploaded into the case file?

How are cases assigned to workers?

o0]
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calf fresh
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APPLICATION PROCESSING

CDSS Management Evaluation Guide: Online Applications

couny: _ Date Online Application

Reviewed by:

Yes | No | N/A | Comments

ONLIME APPLICATION WEBSITE C DSS Wi I I eval u ate th e

Online portal options:

st county’s business process on

P —— how the interview is initiated.

Yes | No | N/A | Comments

APPLICATION REGISTRATION CENTRALIZED

+ [fyes, location? Comments

+ |f no, each officg
registration unit fij INFORMING OF APPOINTMENTS & OPTIONS

Who is assigned to 3PPl Phone interview offered?
Cut-off time for applicaf

Same day interview offered?

= Start time
« End time Process for HH that cannot be reached
Checked throughout thy Call attempts, how many?

Applications date of aid
Applications uploaded i

How are cases assigne
EXPEDITED SERVICE Generate appointment letter?

* Howis ES Prio Email client?
» ESscreened sa
Other

Leave a message with appointment
date/time?

calf fresh

Appointment Scheduled — How many days out?

How is ES documented in the case?

Back to Agenda
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INTAKE & RECERTIFICATION INTERVIEWS

Confidentiality

CDSS will listen for interview information that can be
overheard from other areas near the interview
booths. If interviews are being conducted in the
same area, counties should maintain low voices.

Requlation: MPP 63-300.4

- The interview is an official and confidential discussion of
HHs circumstances with the applicant. Facilities shall be
adequate to preserve the privacy and confidentiality of the
interview.

cal'éf@b

Reminder: Confidentiality is the number 1 finding for ME reviews FFY 2018.

Back to Agenda



INTAKE & RECERTIFICATION INTERVIEWS

Confidentiality

OwAalT!

Lock your computer before you walk away!

2] + [ ]

calf fresh

Back to Agenda




INTAKE & RECERTIFICATION INTERVIEWS

HH is informed of their Rights & Responsibilities

CDSS will listen to interviews to ensure
households are informed of their Rights and
Responsibilities.

Requlation: MPP 63-300.4

- HHs shall be advised of their rights and
responsibilities during the interview.

You have a responsibifity to:

Give he County all information needed o delermine your eligibiity

Give the County proof of the informsaion you gave when it is needed

Report changes as required. The County wil give you information about what, when, 3nd how % report. If you don't
meet your household's reporiing requirements your CalFresh benefits may be lowered or stopped

Look for, get. and keep a job or participate in other work-elated activiies # the County tells you that it is required in
your case

Fully cooperate with county, state, or faderal persannel # your case s selected for review or Investigation o ensure
Mat your ehgibilty and benefit

Pay back any banefits that you were not eligile to get.

You have the right to:

“ e e

Tum in an application for CalFresh giving only your name, address, and signature

Hawve an inferpreter provided by the County at no cost if you need ome.

Have information given fo the County kept confidential, unless directly related fo the adminstration of County
programs

Withdraw your application at any time pror 1o the County determining eligibility

Ask for help to il out your application for CalFresh and get an explanation of the rules

Ask for help to get proof that is needed

Be treatad with courtesy, consideration and respect, and nol be discriminated against

Be nlerviewed in a reasonable amount of time by the county when you apply and % have your eligibiity determined
within 30 days

(et at least 10 days fo give requested prool to the County that s neexded o make a determination of eligibiity
Get writien notice at least 10 days before the County lowers or stops your CalFresh benefits

Discuss your case with the county and o review your case when you ask % do so.

Ask for a state hearing within 90 days if you do nol agree with the Caunty about any actions taken on your CalFresh
case

If you ask for @ hearing bedore an acton on your Calfresh case takes place, your Calfresh benefils wil stay the
same url the heanng or the end of your cerification period, whichewer & earkier

Ask about your heanng rights or for 8 legal ad referral at the toll-free phone numbers — 1-800-952- 5253 or for
heanng or speech impared who use TDO, 1-800-552-8349. You may get free legel help at your local legal ad o
wellare rights office

Bring 2 friend or someone with you to the hearing If you do not want %0 go alone

Get assistance from the County to register to voie
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POP QUIZ!!!

What are the SAR 7 components
that are required to be covered

during the intake/recertification
Interview?
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INTAKE & RECERTIFICATION INTERVIEWS

HH is informed of their SAR 7 Responsibilities
CDSS will observe for:

1. SAR 7 Verbal Explanation

2. Written Explanation

3. Sample/Copy of SAR 7

4. Atelephone number to call for assistance is provided to the HH.

Requlation:

- MPP 63-300.411- Verbal explanation of reporting
- MPP 63-300.411- Written explanation of reporting

- MPP 63-300.412- A copy of the SAR 7 report and explanation of how the report shall be completed and
submitted calf fresh

- MPP 63-300.414- A telephone number (toll-free or a number where collect calls will be accepted from
HHs) which the HH may call to ask questions or to obtain help in completing the monthly report

Back to Agenda
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INTAKE & RECERTIFICATION INTERVIEWS

Voter Preference and Registration

CDSS will ensure all households are informed about their opportunity to
register to vote.

Requlation: ACIN 1-04-13

- Under federal law, CWDs must provide the following services to applicants and
continuing clients at initial application, renewal or recertification, and change of address.

cal¢? fresh

Note: Voter Registration is ranked number 3 of the Top 7 ME case review findings.
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INTAKE & RECERTIFICATION INTERVIEWS

Voter Preference and Registration

CDSS will observe to see if the Voter _ _ _ _
P r ef e r e n C e F O r m WaS p rOVI d ed . If you are not registered to vote where you live r';g:;cu:%ll:l:: you like to apply to register to vote here today?

F Already registered. | am registered to vote at my current residence address.

Req u | at i O n . ACI N I 04 13 7] ves. | would like to register fo vote. (Please fill cut the attached voter registration form.)

| No. | do not want to register to vote.

HOTE: IF ¥YOU DO HOT CHECK A BOX, YOU WILL BE CONSIDERED TC HAVE DECIDED NOT TO REGISTER TO

- The National Voter Registration Act (NVRA) O o Euce 1 AT AR THEATTACHED VOTER REGITRATION FORM To RECISTER AT
states all applicants and continuing HHs must
be given a Voter Preference Form, regardless
of whether they indicate they Want t0 reQISTEr OF |, ... uw osecrostoreomrio i ws et v st e ot st
not, at the time of application for services, -y o e i i i e s he e er o e e
renewal or recertifications, and when the CWD || s eimermacne werrsgmmsonommnae =0 o

Is notified of a HHs change of address. " e sl e o e e

or you may write to: Secretary of State, 1500 - 1" Street, Sacramento, CA, 95814. For more information on elections and
voting, please visit the Secretary of State’s website at www.sos.ca.gov.

01113 NVRA Voter Preference Form Ca"&freSh

:E\pplica.nt Name ) Date

Important Notices

Note: CWDs are required to offer/pre-register 16 and 17
years old the voter registration card and preference form.
Refer

Back to Agenda


http://www.cdss.ca.gov/Portals/9/ACL/2018/18-39.pdf?ver=2018-04-03-150801-920

INTAKE & RECERTIFICATION INTERVIEWS

Voter Preference and Registratio

CDSS will observe to see if the Voter
Reqistration Card was provided.

Requlation: ACIN 1-04-13

- The National Voter Registration Act (NVRA) states
all applicants and continuing HHs must be given a
Voter Registration Card (VRC), regardless of
whether they indicate they want to register or not,
at the time of application for services, renewal or
recertifications, and when the CWD is notified of a
HHs change of address.

g RNIA
@ "5 VOTER REGISTRATION FORM

,:“/ STATE OF CALIFOI
£% VOTER REGIST!

nnnnnnnnnnn
Mealh  Day

(23
IMPORTANT! SEE INSTRUCTIONS ON REVERSE @

wwwww

nnnnnnnnn

v
200001
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INTAKE & RECERTIFICATION INTERVIEWS

Voter Preference and Registration

CDSS will review if the county 1BF ‘
IS Retaining the Voter
Preference Form.

Requlation: ACIN 1-04-13

- CWDs must retain the completed | LR |
Voter Preference Forms for two || ) a1 1

years. Il t |

..‘
1L
e h'wml“‘l m

S
7
|

e
) ¥
o Al

« 1
A

calf fresh
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INTAKE & RECERTIFICATION INTERVIEWS

HH made to feel at ease

CDSS will observe the interview to ensure the client was treated with
courtesy and respect.

Requlation: MPP 63-300.4

- The applicants shall be made to feel at ease during the interview and in all instances the
HHSs right to privacy shall be respected.

cal'éf@b
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INTAKE & RECERTIFICATION INTERVIEWS

HH may bring anyone to the Interview

CDSS will observe the interview to ensure the client was allowed to bring
who he/she chooses to the interview.

Requlation: MPP 63-300.4

- The individual interviewed may bring any person he/she chooses to the interview.

cal¢? fresh
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INTAKE & RECERTIFICATION INTERVIEWS

Interview conducted in HH’s primary language

CDSS will observe if an interview is conducted in the household’s
primary language of choice. If a bilingual worker is not available,
CDSS will review other options.

Requlation: MPP 21-115.15

- County welfare departments shall ensure that effective bilingual/interpretive services
are provided to serve the needs of the non-English speaking population and
Individuals with disabilities. The provision of bilingual/interpretive services shall be
prompt without undue delays.

- When the percentage of non-English cases in a program and/or location is less than
five percent, the agency shall ensure that effective bilingual services are provided.

Note: This requirement may be met through utilization of paid interpreters, qualified bilingual Cal?&ftgg,b
Ie_mployees, gualified employees of other agencies, community resources, or the use of language
ine.

Back to Agenda
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INTAKE & RECERTIFICATION INTERVIEWS

ES Properly Processed

CDSS will observe if all applications are screened for ES eligibility at the
time a household applies for benefits.

Requlation: MPP 63-301.52

- The CWDs application procedures shall be designed to identify HHs eligible for ES at
the time the HH files an application.

cal¢? fresh
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INTAKE & RECERTIFICATION INTERVIEWS

Benefits iIssued in 3-days (ES)

CDSS will observe whether ES is available within three days for eligible
households.

Requlation: MPP 63-301.531

- For HHs entitled to ES at initial application, the CWD shall make the authorization
available to the recipient no later than the third calendar day following the date the
application was filed.

cal'éf@b




7/6/2018

POP QUIZ!!!

A CF Application is filed today, HH appears to be ES eligible.
When should the appointment be schedule?

Sun Mon Tue Wed Thu Fri Sat
1 2 3 4
5 6 7 8 9 10 11
12 13 14 15 16 17 18
19 20 21 22 23 24 25 K
calf fresh
26 27 28 29 30 31

Back to Agenda
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INTAKE & RECERTIFICATION INTERVIEWS

Case flle Contains Narration for ES

CDSS will observe whether cases contain documentation of the ES
determination.

Regulation: ACIN [-14-11

- The case file must contain documentation to support entittement or non-entitlement for ES.

cal¢? fresh
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INTAKE & RECERTIFICATION INTERVIEWS

Case file Contains Sufficient Narration and or
Documentation

CDSS will observe whether cases are sufficiently documented after an
Interview.

Requlation: MPP 63-300.5())

- Case files must be documented to support eligibility, ineligibility, and benefit level
determinations. Documentation shall be in sufficient detail to permit a reviewer to
determine the reasonableness and accuracy of the determination.

cal¢? fresh




o0]
—
(@]
N
~~
O
~
N~

INTAKE & RECERTIFICATION INTERVIEWS

CW 2200 Requesting Verification

CDSS will observe whether a CW 2200 Request for Verification was
properly completed and given to the household within 10 days.

Requlation: ACL 14-26

- To ensure that the request for information is both consistent and adequate in all
counties, the CW 2200 has been revised and released as a required form.

cal¢? fresh

Note: Please ensure due dates land on a working business day. Refer MPP 63-102 (c)(9) and ACIN 1-58-08.
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INTAKE & RECERTIFICATION INTERVIEWS

CW 2200 Requesting Verification

You have asked for |¥| CalWORKs (CW) -.-‘ i CalFresh (CF) Medi-Cal (MC)

We need proof from you to see if you can get fc:.r_ keep getting) cash aid or other benefits. We have listed the information we
need below. We will not deny or end your benefits as long as you try to get the proof and tell us if you are having problems.

Due |ltem Pro- Check (v)
Date | ¥ Item Person gram | the box that applies to
you

| don't have the proof

62318 i i ick 5
Driver License Patrick Schumacher JOW | triod but can't get the
proof
v CF
MC June 2018
Su Mo Tu We Th Fr
1

62318 Chase bank statement for account Patrick Schumacher 3 4 5 6 7 8

1III.rl::'l.l"n.f
7 CF 10 11 12 13 14 15

’71
| [ 17 18 19 20 21 22 [23 I P iresh
24 25 26 27 28 29 30

ending in 5532
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INTAKE & RECERTIFICATION INTERVIEWS

Notice of Missed Interview (NOMI)

CDSS will observe whether a NOMI is properly provided to a household
after missing their interview.

Requlation:

- MPP 63-300.46- If a HH misses its scheduled interview, the CWD shall send the HH a Notice
of Missed Interview (NOMI).

- MPP 63-300.46- The CWD shall reschedule if the HH requests another interview within 30
days when the initial application was filed.

- MPP 63-201(r)(3)- Compliance with "Recipient Due Dates" means items shall be received by
close of business on the date specified unless that date falls on a weekend or holiday, in
which case the due date is by close of business on the next normal working day.

cal'éf@b

Notes: Incorrect Notice of Missed Interview is ranked number 2 of the Top 7 ME case review findings.
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INTAKE & RECERTIFICATION INTERVIEWS

Notice of Missed Interview (NOMI)

You were scheduled for an interview on _3/7/2018 , but you did not keep this appointment. If you still

, MMDDICCYY , ,
want CalFresh benefits, please contact your worker to schedule another interview.

You must complete your interview with us by _3/31/2018

MMDDICCYY
S | | March 2018

}’ou must be mt;rwewed In order for us to determ!ne your eligibilty for CalFresh benefts.| <, Mo Tu we Th Fr Sa

interview, you will not be able to get CalFresh benefits. 1 2 3
4 5 6 7 8 9 10

It you have any questions or want more information, please contact your worker. i 12 | 13 | 14 | 15 | 16 oy
18 19 20 21 22 23 24 cal'/_fre§h
25 26 27 28 29 30




INTAKE & RECERTIFICATION INTERVIEWS

Timely and Proper NOA

CDSS will observe whether a Notice of Action is properly given to
households after an action is taken.

Requlation:

- MPP 63-504.2- All notices of action shall contain the information necessary to be
considered adequate

- MPP 63-504.213- A notice of action shall be considered timely if there are at least 10
days from the date the notice is mailed until the effective date of the change

- MPP 63-504.266- Exemptions to NOA (Deceased, Out of County, Postponed
Verifications)
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INTAKE & RECERTIFICATION INTERVIEWS

Application Processed Timely

CDSS will observe whether applications are approved/denied timely.
Requlation: MPP 63-504.6

- The CWD shall complete the application process and approve or deny a timely application for
recertification prior to the end of the HHs current certification period

cal'éf@b
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INTAKE & RECERTIFICATION INTERVIEWS

Benefits issued after 15t

CDSS will observe whether benefits issued after the 15", were prorated for
the application month and full benefits were issued for the following month.

Requlation: ACL 08-39

- HHs which apply for benefits after the 15t of the month and have been determined
eligible to receive benefits for the initial month and the subsequent month but have had
their verification postponed shall receive both allotments at the same time.

cal'éf@b




INTAKE & RECERTIFICATION INTERVIEWS

Benefits issued in 30-days (Regular)

CDSS will observe whether benefits were issued within 30-days.
Requlation: MPP 63-301.1

- The CWD shall provide eligible HHs that complete the initial application process an
opportunity to participate as soon as possible, but not later than 30 calendar days
following the date the application was filed.
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MYSTERY CALLS

Program Access

calf;. fresh
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Mystery Calls
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MYSTERY CALLS

Mystery Calls

COUNTY MYSTERY TELEPHOE CALLS

District Office:

Average wait time:
Address:

Language:
Phone Number:

Worker's Name (optional):

Date:

Time: Start:

i calf fresh
Reviewer: C1res!

Back to Agenda
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MYSTERY CALLS

Mystery Calls

. | need some help. | would like to get CalFresh benefits. What do | need to do?
Do | have to come into the office to apply®

. What time can | come in foday to apply and where do | go to apply?
. What do | need to bring with me®

. How long will | be at the office to apply®

cal?éf@b
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MYSTERY CALLS

Mystery Calls

5. How long does it take to get CalFresh benefits? (If the person says it will tfake
longer than 3 days to get CalFresh, ask if vou can get them soconer than that. If
the person presses yvour personal circumstances, state that, "l don’t have any
income and only have about $50 in the bank.”)

If | can’t get to the office, can | call again and ask to get an application by
maile

7. Could | fax the application back? What is yvour fax number?

J
Additional observations from call: cal /jre§h

Back to Agenda
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MYSTERY CALLS

Mail CF Application

CDSS will inquire whether a CF application can be mailed.
Requlation: MPP 63-300.34

- If a HH contacting the CalFresh office by telephone does not wish to come to the office
to file the application that same day and instead prefers receiving an application through
the mail, an application form shall be mailed to the HH on the same day the telephone
request is received.

cal'éf@b
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MYSTERY CALLS

Verbally Informed of ES

CDSS will ensure households are verbally informed about ES.
Requlation: MPP 63-301.521

- The CWD also shall advise individuals who inquire about the CalFresh Program by
telephone of the ES processing standards for eligible HHs.

cal'éf@b
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MYSTERY CALLS

Methods to Apply

CDSS will inquire about the different methods to apply.
Requlation: MPP 63-300.3

- Each HH shall be advised of their right to file an application, either paper or electronic,
on the same day they contact the CWD office.

- HHs must file an application either in person, by mail, fax, through an electronic
transmission, or through an on-line electronic application.

cal'éf@b
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MYSTERY CALLS

Minimum information to file an application

CDSS will inquire about the minimum requirements to file an application.
- Name, Address, Signature

Requlation: MPP 63-300.32

- The HH shall be advised that it may file an incomplete application form as long as the
form contains the applicant’s name, address and signature.

- The applicant may be signed by the Responsible HH member or the Authorized
Representative.

cal'éf@b
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OFFICE CLOSURE PROCEDURES

Hours Posted

CDSS will ensure that correct office hours and days of operation are
posted on the outside of the CWD offices.

Requlation: ACL 04-55

Post notices in prominent locations within the CWDs offices and in public areas, including
the doors immediately outside the CWDs offices which inform the public about the working
days, or the regular eight hours of a working day. Also:

- when the offices will be closed
- the procedures to obtain and file applications

- the procedures for applying for and receiving ES calf? fresh

Back to Agenda
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OFFICE CLOSURE PROCEDURES

MPP 11-601.3 established the following requirements when county welfare
offices are closed during the regular eight hours of a working day

Applications and Drop Box

CDSS will ensure applicants and participants are able to leave applications
and documents If an office is closed during normal business hours.

Requlation: ACL 04-55

- Provide individuals the opportunity to file an application for CalFresh within the time
frames prescribed by federal and state law by making applications readily available and
providing a drop-box, mail slot, or other reasonable means for filing applications.

cal'éf@b




OFFICE CLOSURE PROCEDURES

CountylOfice:
Reviewed BY

Fecepton 4024

ocumen

=3

TR
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o v ErREEN

¥
cDss anagemem Evalu

ing
— ment imagd
—  Guide: DocY

ation Gui

Comments/Notes

DROP-BOX MAIL

e  Who picks up?

¢« Who Scans?

Pick-up times

Last pick-up

Date-stamped correctly

e Date stamp only first page

e Date stamp all Individual Documents

Who Images?
W

ho Index, validates, review for QA?

Documents stored/How long before shredding
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OFFICE CLOSURE PROCEDURES

COUNTY OF

NON-CASH

PICK-UP TIMES
$:30 AM
11:00 Am
1:00 PM
4:30 PM

Documents received
before 5:00PM.
will be stamped with
today's date

BUZON
os recibidos
antes de las 5:00PM

geran sellados con la
fecha de hoy

Document
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OFFICE CLOSURE PROCEDURES

Comments/Notes

bl

[, no-ERRT
| urit
b oeson doee up Ot 23

l—age comment
" Recaipts provaes
| ‘m\'m
i cpanrind wiosks ;

| == aileis
“ 52 e’ o

g - whe P
) e pase 12
| o systEm wsed 1)

Hame
apauments g
o ndex. wallgates.

arunants stored 107

CENTRALIZED IMAGING UNIT

* Yes - Location

« No - Each office has their own imaging
unit

Reception does up-front scanning

« Date stamp

e (Case comment

o Receipts provided to client

Scanning Kiosks for documents

« Yes -who pulls/scanned documents to
the case file? How often?

=# Name of system used to electronically store
documents

# Documents stored for how lonag before shred?

Who index, validates, review for QA7
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MANAGEMENT EVALUATION SCORECARD

. . . Program Access # of Finings  Percentage Code (Regulations)
ISAR 7 (COPY) Not Provided 10 42% MPP 63-300.412
M an ag em ent Eva‘l u atl O n TO p 7 FI n d I n g S F FY 20 18 ISAR 7 (VERBAL) Not Explained 10 42% MPP 63-300.411
ISAR 7 (WRITTEN) Instructi 5 21% MPP 63-300.411
f- d H I H ISAR 7 (PHONE #) Nnost ;—’ur((:)\ll?dn:d 19 790/:: MPP 63-300.414
1 . CO nti entl a Ity Rights & Responsibilities 10 42% MPP 63-300.4
H \Voter Registration 15 63% ACIN [-01-12 ACIN [-04-13
2 " SA R 7 (Ph O n e#) N Ot PrOVI d ed IConfidentiality 21 92% MPP 63-300.4 MPP 63-201.34
1 1 Methods to Apply 6 25% MPP 63-300.3
3 - VOter Reg I St r atl O n IApplication Duplication 8 33% ACL 15-84, 84E 7 CFR 273.5(a)(1)
1 1 1 ES (VERBAL) Informing 12 50% MPP 63-301.521
4. Appointment Scheduled outside of ES Timeframe Al % NP Sssons2
5. ES (Ver b a|) In fo rm | n g Hours of Operation 4%  MPP 11-601.314 ACL 04-55
. Offering Phone Interview 21% ACL 12-26
6. SAR 7 (Samp|e) Not Provided Requiring Photo ID 4%  ACIN 1-45-11
. incorrect Info 0% FENS 310
7. SAR 7 (Verbal) Informi ng Date Stamping Mail 21%  MPP 63-300.33

4% MPP 63-504.61

17%  FNS 310 ACL 14-26
4%  ACL12-74

0% 7 CFR 273.2(a)(1)

4% MPP 63-300.31

IApprv RRR No Interview
No/Incorrect CW2200
Not Screening ES 100%
Duplication of Process
[No Wrong Door

FFY 2018 Top 7 ME Findings

O OWkr O NMNPMPOO © PP ORFPMPEPUIOLROGRES

22 19 inaccurate Notices 4% FNS 310
— Right to Paper Copy of Info o |
-— 15 ISubmitted Electronically L o
—— NEC Mailed Too Early 0% MPP 63-504.251
2 ICF 37 Not Being Used 0% ACL 14-101, 14-101E
g) Office Closure Procedures 4% ACL 04-55
= Restoration Process 17% 7 CFR 273.14(e)(3)
g Over Verifying 8% FNS 310
'Lt No Available Resources/Info 0% MPP 63-201.42 and .43
Y— No Exterior/Interior Drop Box 4% MPP 11-601.311(b))
o IApplications Not in the Lobby 13% MPP 63-300.34
3+ On-line App 0% K
No ES Screening: 0% ACL 12-74 Ca"/ reSh
IAppt. Outside ES Timeframe: 13 57% MPP 63-301.531(a) ‘ o 3
Online Signage (Station) 0 0% ACL 16-59
Total
Type Of Flndlngs Number of ME (FFY 2018): 24
FFYTD Program Access Findings: 152
IAvg. Findings Per County: 6 Back to Agenda




MANAGEMENT EVALUATION SCORECARD

NOoOOOkowhE

Management Evaluation

Case Review
Top 7 Findings FFY 2018

Incorrect NOMI

Incorrect NOA

No ES Screened

Single Signature

Incorrect use of CW 2200
Insufficient Case Narrative
No NOA Sent

Management Evaluation Top 7 Case Errors FFY 2018

Incorrect NOMI 34
Incorrect NOA 26
No ES Screened 23
Single Sighature 20
Incorrect Use of CW2200 17
Insufficient Case Narrative 17
No NOA Sent 13

Total Case Reviews
Reviewed ME Cases 575
ME Case Error 205
ME Case Error Rate 36%
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o
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S
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FFY 2018 ME Top 7 Case Errors

Type of Errors
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PAYMENT ACCURACY

Case Reviews

' ducted to identify
ase reviews are con ;
Ef:ends and potential problem areas base

on the case findings.

Case reviews are randomly selected by the
list provided from CWD.

The case list consists of 3 type of reviews:

- Denial Cases
- Terminated Cases

- Recertification Cases

Enclasure ¢
CALFRESH CASE REVIEW Form
DENIAL:’TERMINATION.’RECER‘T!FICATION

DenialTerminatipy Reason:
e elmination Reason:

REASON:

—_

_—

_—
Provedure lssues.

—_—
—_—

—PResidency —_Verifications; nformation —_Aid on another case

~— Voluntary Quit — Mizsad Interyisy —_PWiSanction

—Failure tg tomplete procass —_Ovear incme —_Drug Felon

— Househald Concept — Voluntary Withdrawa ——EBT not accessag
—Citizenship,/alien Status —Ineligibla student — Before/Ater 3 Days

— SART not receivediincomp —TFS IssuediNot ssued —Incomect NOg Reason

— Faifurs to sign SOF ~——Waork registration — Dther jis- 55 iSSP, }

DENIALS

1. Was the denja) timaly?
Application filing date,
nterview Date jwithin 3 days)
Date of NDA
Danied Before/after 30days___ Refors
2 Was the denial NOA comect?
3 Is there verification? (student siatys, falony, income ate.f
3. Was the narration sufficient?"
4. Was the Now timely [if applicable]?
5. Was the NOA reason(s) correct?

EXPEDITED SERVICE
====1IE0 SERVICE

1. Was the MK sereened for £5 gn application?
2. Was there narration far g57+

TERMINATIONS
——NATIONS

1. Was the termination action forrect?

2 s there ‘documentation {verification) 1o Support the action?

3. Was the nanation sufficient?*

4. Was the termination notice sent? Dats

5. Wers bensfis issued the f owing month after the term action?

RECERTIFICATIOHS
S==SRHFICATIONS
Last approval NOA (for certification)

_

Timely NEC ssud
Appeintment Latter Issusd

Date of Interviaw

NOMI Issued (# no show on interview)?

Recert action k:-z:)prcue.'ne-y taken prior to the end of current Cert?
Recert Approva), was HH provided un nberrupted benafits?
Was 3 timely NOA Rrovided fo the HH?

Was case adequately documented ang narrated to support action? -

COMMENTS: + ectively evaluate the quality of the narratiye and documeantation|
Revisad Tizotg, Fy

R o gy
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PAYMENT ACCURACY

County Caseload Size

Small
(4,999 or
less)

Large, Medium, and Small
counties are determined by the
county caseload size.

The number of cases pulled for ME

sampling, are based on the county sizes.

- Large counties - 40 cases
* Medium counties - 30 cases
counties - 15 cases
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PAYMENT ACCURACY

Large Counties

* Merced

* Monterey

» Solano

*» Sonoma

» Santa Barbara
* Imperial

* Butte

» San Mateo
» Santa Cruz
* Shasta

* Humboldt

* Madera

* Kings

* Yolo

» San Luis Obispo
* Placer

* El Dorado
* Mendocino
» Lake

* Marin

* Yuba

» Sutter

* Tehama

* Nevada

* Napa

» Siskiyou

e Tuolumne
» Calaveras
* Del Norte
» San Benito
* Amador

* Lassen

* Glenn

* Plumas

» Mariposa
* Inyo

* Trinity

* Colusa

* Modoc

* Mono

* Sierra

* Alpine
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PAYMENT ACCURACY

CALFRESH cASE REVIEW FORM

DENIALITER MINATIONHRECERTIFIC.&TION

Denial Case Reviews

DENIALS

1. Was the denial timely?
Application filing date
Interview Date (within 3 days)
Date of NOA

Denied Before/After 30 days
. Was the denial NOA correct?
. Is there verification? (student status, felony, income, etc.)
. Was the narration sufficient?*
. Was the NOMI timely (if applicable)?
. Was the NOA reason(s) correct?

EXPEDITED SERVICE

cal¢? fresh

1. Was the HH screened for ES on application?
2. Was there narration for ES?*

Revissd 72018, Fy

Back to Agenda
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PAYMENT ACCURACY

CALFRESH casE REVI
EW FOR
DENIALHTER’MINATIONIRECERTIFIC!:TION

Terminated Case Reviews

TERMINATIONS

1. Was the termination action correct?

2. |s there documentation (verification) to support the action?

3. Was the narration sufficient?”

4, Was the termination notice sent? Date

5. Were benefits issued the following month after the term action?

cal'éf@b
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PAYMENT ACCURACY

CALFRESH CcaSE REVIEW FORM

Recertification Case Reviews

RECERTIFICATIONS

Last approval NOA (for certification)
Timely NEC issued
Appointment Letter Issued
Date of Interview

NOMI Issued (if no show on interview)?
Recert action to approve/deny taken prior to the end of current Cert?
Recert Approval, was HH provided uninterrupted benefits?

Was a timely NOA provided to the HH?

Was case adequately documented and narrated to support action?

1.
2.
3.
4.
5.
6.
7.
8.
9.

cal'éf@b
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CALFRESH RESOURCE PAGE
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WEBSITE REVIEW

CDSS Management Evaluation Guide: Website

Department Website e -

Yes | No | MiA | CommenteMotes

‘Webalta link

CDSS will review CWD websites for: T —

+  In-persan

- Methods to Apply o

= Hame

- Minimum Requirements to File an

+  Signature

Application o

Howrs of Oparation Avallable?
Offica Hours:

- Days and Hours of Operation T

Cal Centar Phong Number
Cal Center Days/Hours

- Call Center Info (If applicable) S e

Website Is Easy Navigate?

cal¢? fresh

Management Evaluation-Documentimaging Checklist (Revised 6/2018)

Back to Agenda
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MANAGEMENT EVALUATION PROVEN PRACTICES

How to access the CDSS Management Evaluation CalFresh Resource
Center:

Step 1

- Enter URL In the web address bar

# http://www.cdss.ca.gov/ (# CDSS Public Site > Home

cal'éf@b



http://www.cdss.ca.gov/
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MANAGEMENT EVALUATION PROVEN PRACTICES

Skip to Content

%OV . Department of Social Services e

Powered by Go-cle Translate
St e p 2 Disclaimer

7 == Information & Resources Reporting Data Portal Careers With CDSS$

- Click on
Information &

Governor Director

Resources Edmund G, Wil
{ \& Brown Jr. Lightboune ¥

&

Ap
Ra %

About CDSS

Ca
N =5 73 California Department of Social Services
744 P Street

Sacramento, CA 95814
Email to piar@dss.ca.gov

Media Center
Frequently Asked Questions

File a Public Records Request

calf fresh
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MANAGEMENT EVALUATION PROVEN PRACTICES

Information & Resources

Letters/Regulations

Welcome to the Information and Resource Guide

This website is intended to assist our business partners in understanding policies and practices of
programs which fall under the authority of the California Department of Social Services. For more
information and resources please select the program information you are seeking from the list below. A
list of programs in alphabefical order is available in the column to your right. Members of the public can
use the link in the upper right hand comer to access our Benefits and Services webpages.

Forms/Brochures

@ Programs

Child Welfare
Programs

Adult Programs

In-Home Supportive Services

Case Management, Information and
Payrolling System ({CMIPS)}
Supplemental Security Income/State
Supplementary Payment (S51/55P)
Adult Protective Services

Cash Assistance for Immigrants

Cash Aid, Food and
Service Progra

CalFresh

CalWORKs Child Care
Electronic Benefits Transfer (EBT)
The Emergency Food Assistance Program

Adoptions

Adoption Assistance Program
Caregiver Advocacy Network

Child Fatality and Mear Fatality

Child Trafficking Response Unit
Child Welfare Program Improvement
Child Welfare Protection
3 Case Management

Child Welfare Training

Continuum of Care Reform

Foster Care

Foster Care Ombudsperson

Office of Child Abuse Prevention
Resource Family Approval Program
Safelv Sumendered Baby

Fiscal/Financial Data Portal

Resources Ato Z

Administrator Cerlification Program
Adopfions

Adopfion Assistance Program

Adult Care Licensing

Adult Protective Services

Appeals Caze Management System
Automated Assistance Claims

alv'y
CalWORKs Child Care
Caregiver Advocacy Network
Caregiver Background Check Bureau
Cash Aszistance for Immigrants
Child Care Licensing
Child Fatality and Mear Fatality
Child Trafficking
Child Welfare Program Improvemeni
Child Welfare Protecii
Child \o vices Case Management System
nild Welfare Training
Children's Residential Licensing
Civil Rights
Case Management, Information and Payrolliing System
(CMIPS)
Community Care Licensing
Confinuing Care Retirement Community
Conftinuum of Care Reform
County Expense Claims (CEC)
County Expense Claim Reporting Information System
(CECRIS)

Neaf 8rrecs Drnnram

Step 3

- Click on CalFresh listed
under Resources Ato Z

Or

- Click on CalFresh listed
under Programs-Cash
Aid, Food and Service
Programs
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Information & Resources Letters/Regulations

CDSS Programs | CalFresh

' BETTER FOOD FOR BETTER LveEl

CalFresh

CalFresh (federally known as the Supplemental Nutrition Assistance Program or SNAP) is a federally
mandated, state-supervised, and county-operated government entitlement program that provides
monthly food benefits to assist low-income households in purchasing the food they need to maintain
adequate nutnitional levels. In general, these benefits are for any food or food product intended for
human consumption and can add to your food budget to put healthy and nutritious food on the table_ If
you are finding it difficult to afford the nutritious food that you and your family needs, the CalFresh
Program may be able to help you.

The amount of benefits you can receive is dependent on your family size, countable income, and
monthly expenses such as housing, utilities, and so forth.

AllU.S. citizens or Legal Permanent Resident children may qualify to receive CalFresh benefits,
regardless of where the parents were bomn. Parents may also qualify for benefits if all other program
quidelines are met. Individuals with no children also may qualify.

Forms/Brochures

Fiscal/Financial

Quick Links

Programs
CalFresh Qutreach
Disaster CalFresh
Emergency Food Assistance Program (EFAP)
Employment and Training (E&T)
Nutrition Education (SNAP-Ed)
Restaurant Meals Program (RMP)
California Food Assistance Program

CalFresh Resource Center

Eligibility and Issuance Requirements
Rights and Responsibilities

Forms and Brochures

FAQs

Nondiscrimination Statement
Program Information

Direct Certification

State Hub Roadmap

Data Portal

Step 4

- Under More
Information, click
on CalFresh
Resource Center
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Information & Resources

Letters/Regulations

Forms/Brochures

Fiscal/Financial

Data Portal

CDSS Programs : CalFresh Resource Center

CalFresh Resource Center

Welcome to the CalFresh Resource Center. This page provides an access point to CalFresh Program
Data, Quality Control Error Rates, Timeliness of Application Processing data, QC Handbook, Training
Materials, Conference Presentations, Program data, ACL's and ACIN's and morel

How do | Navigate through the Resource Center?

This webpage has been equipped to assist you in navigating through the Resource Center. These
features are labeled below:

1. Quick Links. The Quick Links are located to the right. Click on the title of the link you are interested
in and you will be redirected to another webpage with more information on the selected topic. To
make navigation through the Resource Center simple, every webpage will have the same set of Quick
links.

2. Resource Center Home Link. The first option under the Quick Links is the Resource Center Home
link. The purpose of this link is to navigate you back to this webpage at any time during your search
through the Resource Center. Please note this will not take you back to the general CalFresh

Quick Links

Resource Center Home (This page)

Data Dashboard
Policy Guidance

i\ 3 mohne AT
= LiAllON T G U ol
Employment & Training
Nutrition Education

Disaster CalFresh
Meetings and Conferences
Related Publications
Forms and Brochures
Webinars

Contact Us

(CalFresh Benefits Helpline
1-877-847-3663
Other Contact Numbers

ity M

Step 5

- Listed under
Quick Links,
click on
Management
Evaluations
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Step 6

Listed under
Management
Evaluation

« ME Schedules

 Management
Evaluation Checklist

e Best Practices Guides
(Listed by counties)

T S = T = M

Information & Resources Lefters/Regulations Forms/Brochures FiscallFinancial Data Portal

CDSS Programs - CalFresh Resource Center : Management Evaluations : :
Quick Links

Management Evaluations Resourc Genter Home
Data Dashboard

Schedules Policy Guidance

Accuracy, Timeliness & Quality Control

v Management Evaluation Schedule 2017-2018 Last Updated 2.23.2018 .
Management Evaluations

v Management Evaluation Schedule 2016-2017

Participation & Qutreach
v Management Evaluation Schedule 2015-2016 arcpon .ulrelac
Employment & Training
Tools Nutriion Education
v Management Evaluation Checklist Disaster CalFresh
v Best Pracices Meetings and Gonferences

Related Publications
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REFERENCES

calf fresh
Note: Click on the references link above, for direct access to the website.

Back to Agenda


http://www.cdss.ca.gov/inforesources/CalFresh-Resource-Center/Management-Evaluations
http://www.cdss.ca.gov/inforesources/Letters-Regulations/Legislation-and-Regulations/CalWORKs-CalFresh-Regulations/CalFresh-Regulations
https://www.gpo.gov/fdsys/search/submitcitation.action?publication=CFR
http://www.cdss.ca.gov/inforesources/Letters-Regulations/Letters-and-Notices/All-County-Letters
http://www.cdss.ca.gov/inforesources/Letters-Regulations/Letters-and-Notices/All-County-Information-Notices

